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Abstract
This study aims to study the gap between expectation and perception of Thai
passengers towards service quality of Donmueang Airport and to propose the guidelines
for service quality development of Donmueang Airport enabling to response to the
expectation of Thai passengers in the factor of Responsiveness and Empathy towards Thai
passengers. This study uses the quantitative research methodology. The sampling group
is 400 Thai passengers using the service at Donmueang Airport for domestic flights. The
statistics that are used to analyze the data are 1) Percentage Frequency Distributions 2)
Mean 3) Standard Deviation (SD) 4) T-test for dependent samples 5) F-test (One-Way
ANOVA) 6) Least-Significant Different (LSD) to compare Mean 7) Paired Sample T —test for
the gap of service quality
The result of this study shows that The gap that should be improved and
developed most is the service quality of the Responsiveness and Empathy to the

passenger ’s needs.

Keywords : expectation, perception, the gap between expectation and perception, the

Responsiveness to the passenger ’s needs, the Empathy to the passenger ’s needs.
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